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Understanding Current Graduate Students’ Satisfaction of USC’s Master of Management 
and Information Science Program 

The purpose of this focus group is to understand how current students feel about the 
University of Southern California's Master of Management in Library and Information program. 
It will highlight participants' views and experiences related to the course work, curriculum, and 
professors. The participants will include all graduate students who have completed their first 
semester and are currently enrolled in the MMLIS program. Understanding this case is important 
because it will examine how students benefit from the program and whether adjustments are 
needed for the curriculum, course work, or professors to meet students' needs better. 

There are 63 American Library Association Accredited MLIS programs throughout the 
United States (American Library Association, 2006). USC and UCLA offer a combination of 
management and LIS degrees. The tuition cost for USC's MMLIS graduate program through 
Marshall School of Business, is $79,800 (USC Marshall School of Business, n.d.), compared to 
UCLA, which offers a three-year concurrent MLIS/M.B.A. program through John E. Anderson 
Graduate School of Management (AGSM). Tuition cost is $17,486 per academic year, totaling 
$52,458 (University of California, Los Angeles n.d.). Another MLIS program in California is 
San Jose State University which costs $20,382 (SJSU School of Information, n.d.). There is a 
notable difference in cost among the three universities. It is important to understand this case 
because USC needs to consider students’ experience to evaluate any changes. 

The future of library services is evolving, requiring librarians to be leaders managing 
individuals and communities (Sing & Jankovitz, 2018). Most LIS programs lack a management 
aspect, falling behind on current library needs (Sing & Jankovitz, 2018). More MLIS programs 


will redesign their curriculums (Sing & Jankovitz, 2018) to compete with universities that 
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already offer these options. This FG will be answer questions about the cost vs. student 
expectations and likes and dislikes about the program in general. 
Method 

Procedure 

One focus group was conducted, which lasted 12 minutes. The group moderator was a 
graduate student in the Master of Management in Library and Information Science program at 
USC. 
Participants 

A total of four participants — one male and three female—took part in the study. 
Participants ranged in age from 25 to 50 years. Participants' ethnicities were Hispanic and White. 
All participants are current USC graduate students enrolled in the MMLIS program and have 
completed their first semester. All participants are full-time working adults. Three out of four 
participants are full-time students in their third semester, while one student attends part-time in 
their fifth semester. 
Focus Group 

The focus group discussion consisted of two main questions. The first part focused on 
MLIS programs and considerations before accepting entrance to USC. An example question was, 
"Were there other MLIS programs you considered before accepting entrance to USC?” The 
following probe was added, "If so, which one(s)?" The second part focused on the likes and 
dislikes of the coursework, curriculum, and professors and whether there should be an 
improvement. An example question was, "What do you like/dislike about the coursework, 
curriculum, and professors?" The moderator guide can be seen in Appendix A. 


Findings 
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The majority of the participants stated they only applied to USC's MMLIS program. Only 
one student stated they applied to one other school and shared that they were accepted to both 
programs. Half of the participants stated they conducted research on similar programs prior to 
applying. Of the students that conducted research, both mentioned looking into SJSU. One out of 
the two applied to SJSU. That same student was accepted to both SJSU and USC. No student 
mentioned UCLA as an option. Analysis revealed there was a significant preference for USC's 
MMLIS program. 

The management aspect of the program had some effect on students’ decision to attend 
USC. 50% of respondents reported that it was a factor in choosing USC. They emphasized the 
ability to apply management skills in their careers. Analysis revealed that students who liked the 
management aspect, were likely to choose USC’s MMLIS graduate program. 

When asked if the program's cost matched their expectations, more than half of the 
respondents answered 'yes,' with one participant failing to respond. Two-thirds of those who 
answered yes exhibited apprehension in their responses such as "I guess yes" and "yes in 
general." Only one student answered a definitive yes. Among the reasons for satisfaction was 
access to resources, adding that there are more internship and job opportunities through USC 
compared to other schools. Another reason for satisfaction was teaching methods. This student 
shared that this has helped them maintain a GPA they were proud of. One student added that 
online education should be less expensive. The analysis revealed that students in generally were 
satisfied with the MMLIS program and its cost, indicating a significant preference for students to 
attend USC. 

Participants had varied opinions about the course work, curriculum, and professors. A 


quarter of the participants agreed that the teaching methodology matched their learning style. 
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One student had concerns about course work and structure of the curriculum. Another student 
highlighted the benefits of availability and access to professors at USC. The analysis revealed 
that most students had an overall positive opinion about the course work, curriculum, and 
professors, indicating satisfaction of the program. 

Further, 50% of respondents specifically stated that they liked the online format. One 
student specifically liked the synchronous classroom, where students can be actively engaged 
with other students and professors on a live video format. In addition, the student described 
liking the “hybrid” option. The other 50% of students stated they had no other experience with 
online education, therefore could not compare. One student shared that the online format was an 
important factor in finding a program. Preference for online courses could explain why students 
did not apply to UCLA since the program is designed to be in-person. The analysis revealed that 
most students neither significantly liked nor disliked the online format. 

Discussion 

The data suggest that USC's good reputation impacted students' decision to apply since 
only half researched other schools, while 75% of respondents only applied to USC. The data also 
shows that, in general, students are satisfied with the online format, course work, curriculum, and 
professors. Additionally, the analysis revealed that while most students were generally satisfied 
with the MMLIS program, a few improvements could be made, such as tuition decreases and 
structured formatting of the curriculum. 

In general, students were satisfied with USC's MMLIS online graduate program. Most 
students only applied to USC, and only 50% researched other schools before applying, so this 
evidence suggests their interest in USC specifically. Two factors can explain this data; one is the 


duality of the program incorporating management courses, which according to respondents, had 
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a positive impact on their decision to attend USC. A second factor is the university's reputation 
for being a good school. According to US World News Report, USC ranks #24 in National 
Universities, and the Marshall School of Business is ranked #16 in best business schools (US 
News, n.d.). This data suggests that students had a generally positive perception of the 
university, indicating a significant preference for USC. 

There are a few possibilities for how this focus group can contribute to understanding 
student satisfaction in the MMLIS graduate program. Because the management aspect of the 
program impacts students' decision to apply, the program board should focus on expanding 
coursework in that area of study. Another consideration is to design the program to be more 
structured where professors follow the same teaching methodology, coursework assignment, and 
the professor's availability is not varied. Additionally, while some students are satisfied with the 
program's online format, others believe it should be available at a lower cost, so the university 


should consider decreasing tuition costs or offering an in-person option. 


Two things were wrong with the FG. One thing wrong with the FG was that not all the 
participants answered all the questions. Since some responses were missing, it was challenging 
to assess participants’ satisfaction with the program accurately. Another issue with the FG was 
that the moderator often imparted their opinion about the participants’ responses by agreeing and 
nodding their heads. These actions could have swayed participants’ responses resulting in 
inaccurate research data. These problems would be resolved by ensuring that participants are 
each allowed sufficient time to have an opportunity to respond to each question. Additionally, 
the research team could select an experienced moderator or work on training the moderator 
ensuring that, they do not exhibit any body language that could impact participants’ responses. 


The solutions to these problems could have a positive impact on obtaining accurate data. 
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Appendix A 


Hello, my name is Sandra Gonzalez and I will be your moderator this morning. We are doing 
focus group interviews for the University of Southern California Marshall School of Business, a 
top business school in Southern California. The purpose of this focus group is to understand how 
current students feel about the University of Southern California’s Master of Management in 
Library and Information program. 


Over the next 1.5 hours or so, we’ ll discuss your views and experiences related to the course 
work, curriculum, and professors as second, third, fourth, and fifth semester students. Our goal is 
to find out what students are really taking from the program and whether we need to adjust our 
choice of curriculum, course work, or professors to better meet our students’ needs. 


We will use purposive sampling since we are looking to obtain information about a specific 
graduate program. The participants will include all graduate students who have successfully 
completed their first semester and are currently enrolled in the MMLIS program. They will be 
compensated with a $150 gift card to the USC Bookstore upon completion of the interviews. 
Participants who choose to leave the study before completion will receive a $25 gift card to the 
USC Bookstore. 


I. Intro/Warm up 

II. General student enrollment information 

a. What semester are you in? 

b. Are you an out of state student? If so, what state? 

c. What time zone are you located in? 

d. What courses are you currently enrolled in? Full-time or Part-time? 

III. What are your general thoughts about the coursework, curriculum, and professors in the 
MMLIS program? 

a. What is your opinion about the online format of the program? 

b. Were there other MLIS programs you considered before accepting entrance to USC? If so, 
which ones? 

Probe: Tell me more about what made you choose USC? 

c. Does the cost of the program match your expectations of the program? 

Probe: Tell me more about the expectations you had. 

IV. Likes and dislikes 

a. What do you like about the coursework, curriculum, and professors? 

b. What don’t you like about the coursework, curriculum, and professors? 

V. Improvements 

a. What would you improve about the coursework, curriculum, professors? 

b. Are your student needs being met? 

c. What can the program do to support you more in the successful completion of the program? 
d. What do you think about the length of the program? 

e. Compared to other students you know who are currently enrolled in MLIS programs, do you 
think you made the right choice? 

Probe: Explain how you came to this conclusion. 


